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[bookmark: _Toc130558865][bookmark: _Toc130564405]MANAGED PRINT SERVICES AGREEMENT
[bookmark: _Toc130558866][bookmark: _Toc130564406]HP CUSTOMER TERMS – MANAGED SERVICES
[bookmark: _Hlk140569269]These Managed Services terms,  in addition to the NASPO ValuePoint HP Master Agreement Terms and Conditions for Multi-function Devices and Related Software, Services and Cloud Solutions number [insert Master Agreement Number] (“Master Agreement”) and the [insert State] Participating Addendum (“Participating Addendum”) number [insert PA number], in addition to the Statements of Work that reference this Managed Print Services Agreement (“MPS Agreement”) by and between HP Inc., a Delaware corporation located at 1501 Page Mill Road, Palo Alto, California 94304 (“HP”) and  [insert Customer Name] with its registered address at [insert Customer Address] (“Customer”) that governs the purchase of services or products by Customer.
1. Managed Services. HP will provide the services as described in a Statement of Work (“SOW”) attached to this MPS Agreement or incorporating it by reference. Each party will appoint a single point of contact as set forth in the SOW who will serve as their primary representative, have overall responsibility for managing performance, and meet with the other party’s representative to review progress. Change requests are governed by the change management procedures as set forth in the SOW. 
2. [bookmark: _Ref485566518]Orders. This MPS Agreement may also govern sale of related stand-alone products, support, and custom services, as described in an accepted order (“Order”) or additional supporting material. “Supporting Material” material. “Supporting Material” is defined in NASPO ValuePoint HP Master Agreement § 1.68.
3. Deployment. These terms may be used by Customer either for a single SOW or as a framework for multiple SOWs.
4. Prices and Taxes. Prices are set forth in the SOW or Order. Prices are exclusive of taxes, duties, and fees, unless otherwise stated. If a withholding tax is required by law, please contact the HP order representative to discuss appropriate procedures.
5. Invoices and Payment.  NASPO ValuePoint HP Master Agreement § 6.2 Payment, governs this section.  
6. Services Performance. NASPO ValuePoint HP Master Agreement § 10, Warranty, subsection 10.10., governs this section. 
7. [bookmark: _Hlk140565652]Eligibility.  NASPO ValuePoint HP Master Agreement § 10, Warranty, subsection 10.9, governs this section. 
8. Software License. The End User License Agreements (“EULA”) provided with the Software, shall apply whether HP provides software to Customer as part of managed services or as a separate software transaction.
9. Sales of Products and Services. In addition to managed services, Customer may purchase HP hardware and software products, accompanying support, and related professional services. If so, the following terms also apply to such purchases: 
a. Title. NASPO ValuePoint HP Master Agreement § 11, Product Title, governs this section. 
b. Support Services. HP’s support services will be described in the applicable Supporting Material, which will cover the description of HP’s offering, eligibility requirements, service limitations and Customer responsibilities, as well as the Customer systems supported. 
c. Product Performance. NASPO ValuePoint HP Master Agreement § 8, Shipping and Delivery, subsection 8.1.1, governs this section. 
d. Delivery. NASPO ValuePoint HP Master Agreement § 8, Shipping and Delivery, subsection 8.2, Available Products, governs this section. HP may elect to deliver software and related product/license information by electronic transmission or via download. 
e. [bookmark: _Hlk140565872]Risk of Loss.   NASPO ValuePoint HP Master Agreement § 8, Shipping and Delivery, subsection 8.1.1, governs this section. 
10. [bookmark: _Hlk140568598]Intellectual Property Rights. NASPO ValuePoint HP Master Agreement § 11.3, License of Pre-Existing Intellectual Property, governs this section.  Additionally, no transfer of ownership of any intellectual property will occur under this MPS Agreement. 
11. [bookmark: _Hlk140568462]Intellectual Property Rights Infringement. NASPO ValuePoint HP Master Agreement § 12.2, Intellectual Property Indemnification, governs this section.  
12. Confidentiality.   NASPO ValuePoint HP Master Agreement  § 14.2, Confidentiality, Non-Disclosure, and Injunctive Relief, governs this section.  Confidential Information provided by HP to NASPO ValuePoint or Purchasing Entity(ies) exchanged under this MPS Agreement will be treated as confidential if identified as such at disclosure or if the circumstances of disclosure would reasonably indicate such treatment. Confidential information may only be used for the purpose of fulfilling obligations or exercising rights under this MPS Agreement, and shared with employees, agents or contractors with a need to know such information to support that purpose. HP’s Confidential information will be protected using a reasonable degree of care to prevent unauthorized use or disclosure for three (3) years from the date of receipt or (if longer) for such period as the information remains confidential. These obligations do not cover information that: i) was known or becomes known to the receiving party without obligation of confidentiality; ii) is independently developed by the receiving party; or iii) where disclosure is required by law or a governmental agency. 
13. Personal Data. Each party shall comply with their respective obligations under applicable data protection and privacy laws and regulations. To the extent that HP is processing any personal data to which it has access on behalf of Customer, HP’s Customer Data Processing Addendum shall apply. HP’s Customer Data Processing Addendum is available on www.hp.com/privacy or upon request. 
14. Global Trade Compliance. Products and services provided under these terms are for Customer’s internal use and not for further commercialization. If Customer exports, imports or otherwise transfers products and/or deliverables provided under these terms, Customer will be responsible for complying with applicable laws and regulations and for obtaining any required export or import authorizations. HP may suspend its performance under this MPS Agreement to the extent required by laws applicable to either party. 
15. Limitation of Liability. HP’s liability to Customer under this MPS Agreement is limited to the greater of $1,000,000 or the amount payable by Customer to HP under the SOW for the twelve (12) months preceding the breach. Neither Customer nor HP will be liable for lost revenues or profits, downtime costs, loss or damage to data or indirect, special or consequential costs or damages. This provision does not limit either party’s liability for: unauthorized use of intellectual property, death or bodily injury caused by their negligence; acts of fraud; willful repudiation of the MPS Agreement; nor any liability which may not be excluded or limited by applicable law. 
16. Termination. NASPO ValuePoint HP Master Agreement § 14.8, Defaults and Remedies, and § 14.14, Survivability, govern this section.   
17. Dispute Resolution. In accordance with NASPO ValuePoint HP Master Agreement § VII., Ordering, subsection 7.15, HP’s dispute and escalation process follows. 
Any disputed matter under this MPS Agreement will be referred to the parties’ Project Managers, except for HP’s right to terminate for Customer’s failure to pay and except with respect to each party’s right to pursue equitable remedies. If the Project Managers are unable to resolve the disputed matter within two (2) weeks, the matter will be escalated to the parties’ sponsoring executives. If these representatives fail to reach a mutual resolution within the following two (2) weeks, or such other period as may be agreed to by the parties, the matter will be referred to the managers of such sponsoring executives. HP may suspend performance of services under this MPS Agreement  to the extent a disputed matter (including without limitation, a force majeure event or unfulfilled dependency) is not resolved within 60 days of the commencement of this dispute resolution process. 
18. Force Majeure. NASPO ValuePoint HP Master Agreement § 14.7, Force Majeure, governs this section. 
19. Dependencies. Customer will comply with the general obligations specified in this MPS Agreement, together with any specific Customer obligations described in the relevant Statement of Work, in a timely manner. Customer acknowledges that HP’s ability to deliver the services is dependent upon Customer’s full and timely cooperation with HP, as well as the accuracy and completeness of any information and data Customer provides to HP. 
20. General.
a. [bookmark: _Hlk140569151]Notices. All notices required under this MPS Agreement will be in writing and sent to (i) the address of the local HP or Customer Project Manager, or such other address as the Project Manager may designate, with copy to HP Inc., Attn: Chief Legal Officer, HP Legal, 1501 Page Mill Road, Palo Alto, CA 94304 as applicable, and will be considered effective upon receipt. 
b. Authorization to Install Software. HP may be required to install copies of third party or HP-branded software in order to deliver services and Customer authorizes HP to accept license terms that accompany the software on Customer’s behalf. 
c. Assignment. NASPO ValuePoint HP Master Agreement § 14.3, Assignments/Subcontracts, governs this section.  
d. Entire Agreement. This MPS Agreement represents our entire understanding with respect to its subject matter and supersedes any previous communication or agreements that may exist. Modifications to the MPS Agreement will be made only through a written amendment signed by both parties. 
e. [bookmark: _Hlk140567463]Independent Contractor. NASPO ValuePoint HP Master Agreement § 14.5, Independent Contractor, governs this section.  
f. Conflict. In the event of a conflict between these HP Customer Terms – Managed Services and the NASPO ValuePoint HP Master Agreement, the provisions of the NASPO ValuePoint HP Master Agreement shall prevail to the extent of the conflict.  
[bookmark: _Hlk140569027]
21. Signatures.  Included on the following page.
	Signed for HP:      
	



	By:
	


	Title:
	


	Date:
	

	Signed for Customer:
	



	By:
	


	Title:
	


	Date:
	




[bookmark: _Toc130564407][bookmark: CA_Instr0_Start][bookmark: _Toc384048034][bookmark: _Toc486499380]MANAGED PRINT SERVICES STATEMENT OF WORK[bookmark: _Toc130564408]Statement of Work (SOW) Clarifications
This SOW numbered [insert SOW Number] is subject to the terms of the NASPO ValuePoint Master Agreement Terms and Conditions for Multi-function Devices and Related Software, Services and Cloud Solutions number [Insert Master Agreement Number] (“Master Agreement”) and the [Insert State] Participating Addendum number [insert PA number] (“Participating Addendum”), effective [insert date], as well as the Customer Terms – Managed Services ( “Customer Terms”). To the extent, a provision of this SOW conflicts with a provision of the Master Agreement or the Participating Addendum, the Master Agreement and the Participating Addendum shall take precedence. If this document is not numbered, HP will provide the SOW number following execution.
HP will provide to Customer, the MPS in this SOW and its Addenda. 
[bookmark: CA_1_Instr2_Start][bookmark: CA_1_Instr3_End][bookmark: CA_1_Cot_draw_End][bookmark: _Toc130564409][bookmark: _Ref362351964][bookmark: _Toc384048036][bookmark: _Toc486499382]SOW Definitions
“Base Charge” is a recurring fixed Fee.
“Change Order” is a document used to record changes to MPS.
[bookmark: CA_Def_Cluster_Start]“Click Charge” is a variable Fee.   
[bookmark: CA_Def_Cluster_Instr1_Start][bookmark: CA_Def_Cluster_Instr1_End][bookmark: CA_Def_Cluster_End][bookmark: CA_Def_Cluster_Term_Start][bookmark: CA_Def_Cluster_Term_Instr1_Start][bookmark: CA_Def_Cluster_Term_Instr1_End]“Cluster” means Devices and Software products that share the same Term end date.   
[bookmark: CA_Def_Cluster_Term_End]“Cluster Term” means the time during which a Cluster will be supported by MPS; beginning upon completion of the Cluster Implementation Period and ending upon expiration of the Term specified in Appendix A.
“Consumables” means Printing Supplies and, if applicable, Maintenance Kits and Maintenance Parts, provided hereunder. “Printing Supplies” means toner and ink cartridges, print heads, drum kits, maintenance cartridges and staple cartridges. “Maintenance Kits” means fuser kits, transfer kits, roller kits, collection units and waste toner bottles. “Maintenance Parts” means various replacement parts for Devices.
“Customer-provided Device” in relation to a Device or  Software means an HP determined eligible Device or Software respectively for use in conjunction with the Services that is not HP-provided.
“Data Collection Agent” (“DCA”) refers to an HP Tool required to provide MPS.
[bookmark: CA_Def_DCA_Instr1_End]“Device” means the printer, copier, scanner and related hardware and equipment, documentation, accessories, parts, and print related products included in the Fleet. Each Fleet Device is listed in Appendix A. 
“Device Term” means the time, starting from the Device Start Date through and including the number of calendar months thereafter that is specified for the Device set forth in Appendix A  , except that for Devices that are part of a Cluster, the Device Term for each Device in the Cluster ends on the end date of the Cluster Term. 
“Device Term” means the time, starting from the Device’s Start Date and continuing for the number of calendar months set forth for the Device in Appendix A from either: that date: or for Devices that are part of a Cluster, from the end of the Implementation Period for the Cluster, and as extended pursuant to this SOW. 
“Fees” means all the invoiced or payable amounts owed by Customer.
[bookmark: CA_Def_HPD_Start][bookmark: CA_Def_HPD_Instr1_Start][bookmark: CA_Def_HPD_Instr1_End][bookmark: CA_Def_HPD_End][bookmark: CA_Def_HPP_Start][bookmark: CA_Def_HPP_Instr1_Start]“Fleet” means the aggregate of all devices and software under MPS in the United States.
[bookmark: CA_Def_HPP_End][bookmark: CA_Def_HPSW_Start][bookmark: CA_Def_HPSW_Instr1_Start][bookmark: CA_Def_HPSW_Instr1_End][bookmark: CA_Def_HPSW_End]“HP-provided” means supplied by HP as part of the ongoing MPS for Customer’s use and chargeable over the applicable Term but does not include HP Tools.
[bookmark: CA_Def_Imple_Start]“HP Tools” means hardware, software, documentation, tools and materials used by HP to provide MPS. 
[bookmark: CA_Def_Imple_Instr1_Start][bookmark: CA_Def_Imple_End]“Imaging and Printing Environment” (“IPE”) refers to the devices, software, consumables and other critical elements comprising a Customer’s imaging and printing infrastructure. MPS IPE includes the same subject to MPS 
“Implementation Period” refers to the time for completion of Cluster deployment as agreed upon in the implementation plan.
“Managed Devices” refers to HP branded Devices specifically designed with smart technology for the MPS IPE to help optimize Printing Supplies usage. 
“Managed Print Services” or “MPS” means the imaging and printing services as identified in this SOW.
[bookmark: CA_Def_SW_Start]“Non-Reporting Device” means a device that is no longer providing timely automated device usage data back to HP.
"Product" means Devices or Software.
[bookmark: CA_Def_SW_End][bookmark: CA_Def_SW_Term_Start]“Site” means a Customer location where MPS will be delivered. 
[bookmark: CA_Def_SWT_Coterm_Start][bookmark: CA_Def_SWT_Coterm_Instr1_Start][bookmark: CA_Def_SW_Term_End][bookmark: CA_Def_SW_Update_Start]“Software Solution” or “Software” means a software product and related MPS provided under this SOW. 
[bookmark: CA_Def_SW_Update_End][bookmark: CA_Def_SW_Upgrade_Start]“Software Term” or “Software Solution Term” means the time starting from the Software Start Date through the end date of MPS as set forth in Appendix A. 
[bookmark: CA_Def_SW_Upgrade_End]“Software Update” means any generally available modification to the Software Product that corrects errors including maintenance-only releases, bug fixes, and patch-kits.
“Software Upgrade” means a generally available release of the Software Product that contains new features, functionality, and/or enhancements. 
“Start Date” for purposes of HP-provided Devices and Software installed or activated on the 1st through the 15th of the same month, their Start Date shall be the 1st of same month. For HP-provided Devices and Software installed or activated after the 15th till the end of same month, their Start date will be the first of the next month. For Customer-provided Devices or Customer-provided Software, their Start Date shall be the date HP assumes management of the Device or Software solely to provide MPS. Each Start Date will be set forth in the initial invoice per applicable SOW.
“Service Start Date” means the actual date the Device or the Software is installed or activated, or for Customer-provided Devices and Software, the actual date HP assumes management of the Device or Software. 
“Start-up Fee” means the charges so specified in the Appendix A. 
“Term” refers to a time period for MPS, as described by Device Term or Software Term and/or as it applies to this SOW; the time this SOW remains in effect.
[bookmark: _Toc384048035][bookmark: _Toc487021473][bookmark: _Toc130564410][bookmark: CA_1_Cot_Start][bookmark: CA_1_Cot_Instr1_Start][bookmark: CA_1_Cot_Instr1_End][bookmark: CA_1_Cot_End][bookmark: _Toc487021474]Term and General Governance
The Effective Date of this SOW is the latter of the signature date of the two (2)  entities in the signature block. The Term of this SOW shall begin on the Effective Date and continue until the expiration or termination of the last SOW or other Order that references and incorporates this SOW, if applicable.
[bookmark: _Toc130564411]Description of MPS
HP will provide the MPS defined in this SOW and its Appendices, at Customer Sites during the hours of 8:00 a.m. to 5:00 p.m., local time where the MPS is to be performed (“Business Hours”), Monday through Friday  excluding local public holidays unless otherwise stated. Appendix A lists all Devices, Software Solutions, and all MPS to be delivered and the associated Fees. Additional and available MPS will require a Change Order.  
[bookmark: _Toc384048037][bookmark: _Toc487021475][bookmark: _Toc130564412][bookmark: CA_HP_Devices_Instr1_End][bookmark: _Hlk516647640]HP Provided Devices and Software
HP Provided Devices. HP will procure and deliver the HP-provided Devices to the goods receiving area at Customer Site(s).  HP reserves the right to procure and deliver Devices of equivalent or enhanced capabilities as those specified in the Services and Pricing Statement and applicable Change Orders, upon mutual agreement with the customer.  Customer may use HP-provided Devices for the applicable Term and for only internal purposes, not commercialization. Customer agrees to protect HP’s, or its financing company’s ownership interest in HP-provided Devices by: i) affixing any marking (supplied by HP) evidencing the ownership, ii) using due care to maintain, except normal wear and tear, iii) not making any modifications, iv) keeping them in its safe custody and control and free from any liens or encumbrances until they are returned to HP, or purchased by Customer, and v) providing evidence of liability insurance and replacement cost coverage insurance naming HP, its successors, and assigns as loss payees, or additional insured’s. Customer will bear all risks of loss or damage (including any repair or replacement costs) not caused by HP to HP-provided Devices, while in the customer’s possession. Customer may not relocate HP-provided Devices without HP's written consent. 
Ownership Statement. If this SOW is ever deemed by a court of competent jurisdiction to be a lease intended for security, Customer hereby grants HP a purchase money security interest in the HP-provided Devices. Customer represents to HP that the Customer information provided in the signature block is accurate and will promptly notify HP in writing if any changes occur.
HP Provided Software. HP will make Software accessible and available to Customer for download. Customer shall be granted usage rights only during the Term of the applicable SOW. Except otherwise provided in the Appendix B Service Description for a Software Solution, HP, or financing company shall remain the licensee operating the HP-provided Software as a service to the Customer. Customer is granted usage rights only and agrees to adhere to any end user licensing information that is (i) attached or (ii) in the Software and/or (iii) its Supporting Material, to the extent such end user licensing agreement does not conflict with this MPS Agreement.
Cloud System Infrastructure. By using managed print services, Customer acknowledges HP's right to locate the cloud system infrastructure in any country or location permitted under applicable laws and regulations.  Customer also acknowledges that any data or information transferred to/downloaded from the cloud system is subject to applicable U.S. and other national export or import laws and regulations.  Customer will use the cloud system in compliance with such laws or regulations and obtain any authorizations required for its transfers or downloads.
[bookmark: _Toc130564413]Fees and Invoicing
Payment.  Except for Customer’s right to dispute Fees in writing within 45 days from invoice date or as otherwise agreed herein, Customer’s payment obligations are absolute and unconditional and shall not be subject to any abatement, reduction, set-off, interruption, deferment, or recoupment.
Invoicing. HP will invoice (i) applicable Start-up Fees upon completion of the specific MPS related to the Start-up Fee, and (ii) All other Fees monthly in arrears throughout the SOW and applicable SOW or Order Term pursuant to the applicable billing model(s) in this SOW, each Appendix A SOW or Change Order(s). HP reserves the right to deny credit or require payment in advance due to Customer credit or payment history. According to local law, HP may send invoices by paper, e-invoicing or email.  Base Charges will be chargeable throughout the relevant Device Term and Click Charges will be chargeable from relevant Service Start Date per Device.  Customer may be subject to additional Fees for Devices which are subject to manual usage reporting greater than thirty (30) days. 
[bookmark: CA_NRD_Instr_Start]Order Commitment. This SOW, constitute binding Orders for HP to provide MPS and to issue invoices, with or without the issuance of a purchase order (“PO”). If needed, Customer will issue a PO within 30 days after the Effective Date of this SOW and other applicable SOWs, and if that PO does not cover the full SOW Terms, further POs at least 30 days before the expiration of the previous PO. Failure to issue a PO within these timeframes will not constitute grounds to contest or delay payment of invoices issued without a PO or specification of a PO number. Any terms and conditions mentioned in any such PO shall be superseded by this SOW, any other SOW and the governing MPS Agreement, which shall become the governing documents defining and determining the terms and conditions applicable to the provision of Services contemplated under this SOW. 
Non-Reporting Devices. For any Device subject to DCA data collection that stops reporting such data, Customer shall support HP in locating and returning all such Non-Reporting Device(s) to a reporting condition via the DCA and to a designated location. Customer remains liable for payment of all Fees for Non-Reporting Devices as determined by manually retrieved usage reports to be provided by Customer to HP every thirty (30) calendar days from the date that HP notifies Customer of the non-reporting status of the Device(s) until the Device(s) is returned to automated reporting status via the DCA. If Customer fails to timely provide usage reports for Non-Reporting Devices, HP may either (i) suspend Click Charge invoicing for the affected Device until the Device is returned to a DCA reporting status and then invoice Customer in arrears for all non-reported Click Charges or (ii) HP may continue to invoice Click Charges based upon the Device(s) minimum usage commitment, or the Device(s) historical or forecasted usage, or usage based upon cartridge yield information for the applicable Device. Customer may be subject to additional Fees for Devices which are subject to manual usage reporting greater than thirty (30) days. 
Manual Data Collection Devices. For each designated manual reporting Devices, Customer shall provide to HP a usage report every thirty (30) calendar days from each Device Start Date. If at any point in time Customer stops timely reporting such data, such Device(s) shall be deemed a Non-Reporting Device(s). Customer remains liable for payment of all Fees for such Non-Reporting Device(s). HP may either (i) suspend Click Charge invoicing for the affected Device until Customer provides a usage report for all Clicks from the date that HP notified Customer of the non-reporting status of the Device(s) and then invoice Customer in arrears for all non-reported Click Charges or (ii) HP may continue to invoice Click Charges based upon the Device(s) minimum usage commitment, or the Device(s) historical or forecasted usage.
Additional Services. Customer may elect to order services, which are related to but not in scope of this SOW, from HP, as long as those services are authorized under the Master Agreement. Customer will be invoiced on a per event basis for such service at  HP´s then current Master Agreement rates for such services; or (ii) if agreed, applicable reference prices set forth in the attached Appendix A.
Connected Devices. Unless otherwise agreed to in writing by HP, Customer is required to install a DCA and provide HP access to all Devices through the DCA in order for HP to provide the services and service levels according to the terms and conditions of the SOW. HP reserves the right to increase prices in the event Customer fails to comply with this provision.
[bookmark: _Toc130564414]Expiration, Termination, and Renewal
Expiration. Each Customer must provide at least thirty (30) days’ notice to HP prior to the end of a Term (whether SOW Term, Order Term, Device Term, Software Term as applicable) of its intention to either: allow the Term to expire; extend the Term by amendment; and/or begin good faith negotiations for a renewed MPS SOW. 
Termination for Convenience. Either party may terminate a Term for convenience, with sixty (60) days prior written notice to the other party. 
Termination for Cause. This SOW or Order  may be terminated: (i) for the same reasons and procedures that the MPS Agreement may be terminated; (ii) by HP, on written notice if Customer fails to pay the Fees and does not cure such failure within thirty (30) days after written notice from HP.
Survival. The SOW, and any Devices placed under the SOW, shall survive the termination of the MPS Agreement.  In addition, the termination of a Device Term or a Software Term will not act to terminate the SOW nor the MPS Agreement unless otherwise stated in the notice of termination, and the SOW will survive for purposes of the existing Device Terms and/or Software Terms.
HP Remedies for Breach by Customer. If a default or breach of this SOW by Customer remains uncured, HP may exercise one or more of these remedies: (i) declare all Fees due or to become due as immediately due and payable, including any early termination Fees; (ii) enter upon the premises where the HP-provided Devices are located and take immediate possession of and remove them; (iii) sell any of the HP-provided Devices at public or private sale or otherwise dispose of, hold, use or lease to others; (iv) exercise any other right or remedy which may be available to HP under applicable law or in equity and (v) recover from Customer the costs of enforcement of this SOW, or protection of HP’s interest in the HP-provided Products (including reasonable collection agency and attorney’s fees. No express or implied waiver by HP of any default should constitute a waiver of any other default or a waiver of any of HP’s rights under this SOW. 
[bookmark: CA_HPRem_Instr_Start][bookmark: CA_Term_HPPurch_Instr1_Start][bookmark: CA_Term_HPPurch_End]Purchase of HP-Provided Devices. Customer may elect to purchase HP-provided Devices or license HP-provided Software during or on the expiration or effective date of termination of the applicable Term. Any purchase of HP-provided Devices or transfer of license of HP-provided Software will be subject to a separate mutually acceptable purchase and license agreement. 
[bookmark: CA_Term_ETF_Table_Instr1_End]Return of HP-provided devices, Software, Consumables and HP Tools Except as otherwise extended, within 30 calendar days of termination or expiration of the applicable Term, Customer must delete of all data contained in the HP-provided Devices, and HP should pack and return freight prepaid and insured to the location provided by HP, all HP-provided Devices and Software CD ROMs, if applicable, HP Tools, and Consumables provided under this SOW (“Terminated Products”), as described in the Master Agreement, Section III Purchase and Lease programs.  Except those HP-provided Devices and Consumables that Customer purchases or directly licenses and excluding those Terminated Products which HP requires to be de-installed and moved only by HP authorized representatives at Customer’s expense. Customer shall, at its own expense de-install and, at HP’s direction, return or destroy (and certify such destruction) all Software related to Terminated Products and associated documentation; Customer shall continue to pay Fees until all Terminated Products are received by HP. If the termination results from an uncured material breach of this SOW by HP, then HP will reimburse the Customer for return freight charges upon receipt of all Terminated Products in acceptable condition, as determined by HP. Customer shall de-install and retain the hard disk drive prior to returning the Device to HP. Following a Customer notice of termination or upon SOW expiration, a quantity of unopened Consumables related to a Fleet Device provided under the Base + Supplies Shipping Supplies Billing Model may be returned to HP provided the parties agree in a Change Order on (i) the exact quantity of Consumables to be returned, and (ii) the amount paid to HP for such Consumables (“Actuals Payment”). Within thirty (30) days of receipt of the unopened Consumables HP will issue a refund to Customer equal to 85% of the agreed upon Actuals Payment for such returned Consumables. Fifteen percent (15%) of the Actual Payment shall be retained by HP as a restocking Fee.
Early Termination Fees Whenever there is an early termination of a Term (SOW Term, Device Term, or Software Product Term): (i) by Customer for convenience, or (ii) by HP for an uncured material breach of this SOW by Customer, HP will invoice, and Customer will pay the early termination Fees in Appendix A.
[bookmark: _Toc130564415]Imaging and Printing Environment Control
Customer will support HP’s provision of MPS. Unless a specific Device is designated in an Appendix A as non-substitutable, HP may deliver and install alternative Devices (new, used, remanufactured or refurbished Devices) of equivalent or enhanced capabilities as those specified in the applicable Appendix A, upon mutual agreement with the customer. HP shall manage the method and provision of MPS in its sole discretion.
[bookmark: _Toc130564416]Limitations 
Services. HP is not responsible for delayed, disrupted or additional Managed Print Services caused by: (i) actions or events where HP is not at fault; (ii) lost, damaged, stolen, misused Devices and Software where HP is not at fault;  (iii) improper or unauthorized Customer use, operation, relocation, modification or repair of devices; (iv) customer’s failure to maintain approved internal environmental conditions and to timely address end-user resolvable conditions (e.g. paper jams, toner replacement); (v) failure to conduct scheduled maintenance ​and planned upgrades, unless expressly the duty of HP; (vi) failure to install Customer-installable firmware updates and patches, and Customer-replaceable parts and replacement units provided to the Customer by HP for such installation; (vii) customer’s failure to implement and maintain an adequate continuity, redundancy and/or recovery program for Customer’s business functions and operations; and (viii) Devices being used beyond their manufacturers' recommended performance print volumes.  In reference to subsection 8.1(vii), Customer will periodically analyze the entire Fleet to determine if the release date of the existing firmware specified for Customer is within 18 months of the latest released firmware as indicated on hp.com or otherwise communicated by HP.  Customer is responsible for updating firmware to bring it within this minimum acceptable range, unless service is requested and included within the Services Statement, then HP will be responsible for firmware updates at no additional cost to the Customer.  If Software Solutions are utilized, it is important for Customer to check with HP for software/firmware version compatibility and follow up with sample testing within the Customer environment. HP reserves the right to charge Customer for additional service costs related to Customer’s failure to comply with subsection 8.1(vii).
Customer-Provided Devices. Prior to a Customer-provided Device start date, Customer will provide the Device brand name, model name, serial number, physical location information, asset number if applicable, IP address, host name, and current usage page counts (“Device Onboarding Data”). In addition, Customer will provide written confirmation that all such Devices are operable and in good working condition. If eligible for MPS, as solely determined by HP, HP will make reasonable efforts to utilize any Customer-provided Device in its current location. However, if HP reasonably determines that Customer-provided Devices should be relocated to a different location to meet the mutually agreed Design, Customer will assume all costs of moving such Customer-provided Device(s) to the location designated by the Design. If a Device is deemed ineligible for MPS and repairs must bring the device to a good operating condition for fleet eligibility, including capability to print and to report through a DCA, HP may provide parts and repairs at HP’s current standard parts and service rates and under separate agreement.
Customer Service Delay. If Customer causes a delay which materially affects HP’s delivery of scheduled MPS, including delivery and installation services in the attached Master Schedule, Customer shall reimburse HP for any costs incurred by HP because of the delay (including, without limitation, resource costs incurred by HP during the delay, increased costs for HP to perform or resume performance of the MPS because of the delay, etc.). The Customer’s invoice will include these remedial costs as Fees. If the cause of the delay is recurrent and the parties cannot mutually agree upon corrective performance adjustments, the matter shall be referred to the Dispute Resolution process.  
Consumables. All Consumables provided under this SOW are the property of HP unless otherwise specified. Consumables may be used only in MPS Devices. Devices hereunder may only be supplied with Consumables. Upon receipt of Consumables, Customer shall be responsible for their safekeeping and shall reimburse HP the then-current list price less any discounts for any Consumables lost, damaged, stolen or used in non-MPS equipment.
Software. Document and Workflow Solutions Software and accessories provided under this SOW are off-the-shelf products. Customer understands that such products have not been tested in Customer IT production environment. Also, Customer assumes full responsibility for any compatibility issue created by any change to the IPE and the IT infrastructure not requested by HP. Unless otherwise stated in the Service Descriptions, Software Upgrade will be managed via a Change Order.  Subject to section 9.3 (Customer Service Delay), Software related to the Device will be installed within five (5) Business Days of the Device installation, or as otherwise mutually agreed by the parties and stated in a PO, and is subject to the following:
(a) The Software solution is installed, configured, tested, and deployed in production; 
(b) The Device licenses for the solution are up to date allowing for additional Devices to be added; 
(c) Device configurations meet requirements for adding the Software to a solution; and
(d) HP is managing the solution and able to add and remove Devices to solutions.  
However, if Customer is managing the solution and able to add and remove Devices to the solution, HP is not responsible for the 5-day requirement.
End of Service Life. When the manufacturer no longer supports a Customer-provided Device and repair parts or Consumables are no longer available, HP reserves the right to suspend Service Levels agreements or discontinue providing Technical Support Services or Supplies Management Services (as described in the Service Descriptions), and will adjust the Fees. HP will work with the Customer to replace such Device(s) via a Change Order. When the manufacturer no longer supports an HP-provided Device and repair parts are no longer available, HP reserves the right, upon mutual agreement with the customer, to replace the Device by an alternative Device with equivalent capabilities.
[bookmark: _Hlk130567645]Dependencies. HP’s ability to perform MPS depends upon Customer fulfillment of the Customer dependencies and responsibilities included herein, in applicable Service Descriptions and the solution design criteria and dependencies listed in attached hereto.
HP Tools. Customer may not sell, transfer, assign, pledge, purchase or encumber or convey HP Tools, or modify, adapt, copy, disassemble, or decompile them. For clarification, HP Tools are not subject to purchase or license by Customer.
Removal of Confidential or Sensitive Data, Including Personally Identifiable Information (“PII”) or Protected Health Information (“PHI”). The Master Agreement, Exhibit A Statement of Work, Section IV. F.5 will govern hard drive removal.  HP shall ensure that all hard drive data is cleansed and purges (if capable) from the Device as the end of its Useful Life, or when any hard drive is repossessed by HP;  or at the Customer’s  discretion HP shall remove the hard drive from the applicable Device and provide the Customer with custody of the hard drive before the Device is removed from Customer’s location, moved to another location or any other disposition of the Device.  The Customer shall then be responsible for securely erasing or destroying the hard drive.  Customer remains responsible for the protection and privacy of the data residing on such Device and HP is not responsible for any of Customer’s confidential, proprietary or PII/PHI in the Device which is returned.
Devices Not Under Contract. HP is not responsible to move or remove from Site any previously existing devices which are not covered under terms of this MPS Agreement.  
Network Installation.  Network installation shall include configuration of the Device for the proper network protocols, or as otherwise specified in a State Participating Addendum.  Network installation and configuration on any required customer owned computers shall be performed by Customer, and not HP.
[bookmark: _Toc130564417]General
[bookmark: CA_Rem_CO_End]Change Management. Requests to change MPS will require a mutually agreed to Change Order or amendment to this SOW. Either Project Manager may submit a written Change Order for review to an authorized representative of the other party. HP will advise Customer of the impact of the Change Order on Fees or schedule in writing. Customer will not move, relocate, reconfigure, update, supply or service any portion of the supported Devices unless agreed to by HP in a Change Order. A remedial Change Order may be executed by HP only when a Change Order is necessary for HP to fulfill its delivery obligations under this SOW and time does not permit HP to obtain prior Customer approval. If the necessity of the remedial Change Order is disputed by the Customer, the Dispute Resolution process shall be utilized.
Change Order Exception. Printed Change Orders are not required for changes to the SOW described in the subparagraphs of this clause 10.2 (“E-Change Order exception”) provided that: (a) an email requesting the change (“eCR”) is sent to the email address of the HP Client Manager or HP Project Manager, for the applicable Site (“HP Representative”) from the email address listed for a nominated Customer employee that has been pre-approved by Customer (“Customer’s Designated Representative”) in respect of that Site; (b) Customer’s authorized signatory has notified HP in writing with the name and approved email address of the Customer’s Designated Representative; (c) the Subject field of the eCR must include the Local Customer entity name, HP assigned Contract number, and description of the change; (d) the changes in the eCR will not result in changes to the agreed upon pricing, or overall deployment of quantities of models greater than, as specified in the SOW; (e) the cost of the changes as determined under the existing SOW pricing will not exceed USD 5000 (US Dollar Five thousand), or its local currency equivalent, in value.  Requests compliant with the procedure set out in this clause 10.2 will be deemed to satisfy the requirements of a written change order agreed to by the parties. Any disputes in relation to changes approved through an E-Change Order exception shall be referred to the Dispute Resolution process provided for under this SOW.
1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
10.2.1  IMACD activities relating to Devices that (i) are included already in the Pricing Schedules of the SOW (including the quantities and models having been and to be deployed); and (ii) falling within the requirements of this clause 10.2, are included within this E-Change Order exception.  Every eCR sent under this subparagraph must, to the extent applicable, include requestor name, title and contact information, asset ID, serial number, shipping address, supplies contact name, email and phone number, logistics details, and requested installation date. The HP Representative will respond within 10 business days confirming whether the requested IMACD qualifies for the E-Change Order exception.  Examples of where the E-Change Order exception under this paragraph 10.2.1 is not applicable to an eCR for IMACDs include (without limitation), where the requested Device model cause the deployed Devices to exceed the forecasted quantity, varies from the Device model specification as listed in the Pricing Schedule, includes services not covered within the specified price, or otherwise results in a change of the Device price to Customer.
10.2.2  Addition of new Sites to Appendix C (“Sites Profile”) of the SOW, that are (i) not within a Country other than the United States (and District of Columbia) only; and (ii) falling within the requirements of this clause 10.2, are included within this E-Change Order exception.  Every eCR sent under this subparagraph must include requestor name, title and contact information, Site name, Site address, Discovery & Design Site type, and any other details listed in the Sites Profile. The HP Representative will respond within 10 business days confirming whether the requested IMACD qualifies for the E-Change Order exception. The parties agree that upon compliance with the process under this clause 10.2, the nominated Site/s will be deemed to be added to Appendix C (“Sites Profile”) of the SOW. 
10.3	Publicity. HP may use Customer’s name and identification of this engagement in connection with general lists of Customers and experience. Customer agrees to become a Managed Services reference account. As a Managed Services reference account, HP may refer to the Customer and use or refer to Customer’s trademarks, logos and taglines, including but not limited to promotional and marketing materials or press releases, quotes, video, analyst briefings or company events.
[bookmark: _Toc130564418]Document List 
These Appendices are attached and incorporated into this SOW. 
Appendix A—Services and Pricing Statement
Appendix B—Service Descriptions Overview
Appendix C—MPS Sites Profile
Appendix D—MPS HP Master Schedule

[bookmark: _Toc130564419]Signatures
[bookmark: _Hlk486343183][bookmark: CA_End][bookmark: UMA_Start]The Parties agree this SOW and any subsequent amendments and Change Orders, will be executed and completed by using electronic signatures and HP processes, subject to any local legal requirements, and are binding upon the Parties.

	Signature Date:  

	HP:
	Sold To:  

	
Signature: 
	Signature: 

	Name:  
	Name:  

	Title: 
	Title: 

	Date:
	Date: 

	
	“Invoice To:”  Invoicing:
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[bookmark: A_DQ_Start][bookmark: _Toc130564420][bookmark: A_DQ_End]Appendix A—MPS Services And Pricing Statement
1. Services StatementPrices as set forth in Appendix A are inclusive of duties, standard shipping and handling, and are exclusive of sales taxes. 

[INSERT DART QUOTE]
2. Billing Models, Consumable Reconciliation, and Early Termination Fees  2.1. Assumptions. If the  assumptions used to develop the pricing are found to be incorrect or misstated, the parties will discuss in good faith and agree on how to remedy the issue, which may include an equitable adjustment of the Fees. 2.2. [bookmark: _GoBack]Page Yields.  Pricing is based on manufacturers expected page yields (number of pages printed) per cartridge for each device type. Where the actual yield deviates by more than 10% from the expected yield, HP may investigate and, provided HP can provide evidence of this deviation, can adjust pricing for that device by the equivalent percentage to reflect the actual page yield. Where additional products or new cartridges are introduced during the course of this MPS Agreement, the yield for such new cartridges will be provided if and when a reconciliation of cartridge yields takes place. 2.3. [bookmark: L_SP_Billing_Instr1_Start][bookmark: L_SP_Billing_LP_Start]Billing Model Tables  The tables below defines the SOW billing models, the associated reconciliation, and early termination Fees calculation processes.
	[bookmark: _Hlk486503362]Billing Model
	Base + Click

	Billing Model Description
	Customer will pay monthly Fees per Device and Software Product equal to a fixed monthly base payment (“Base Charge”), plus a variable monthly payment equal to the number of print outputs or clicks multiplied by the cost per print output (“Click Charge”), as set forth in the Pricing Table above and applicable Change Orders. In addition, and as applicable, Customer may be billed Start-up and recurring Service Fees as they may be defined in the Pricing Tables above. 

	Early Termination Fees & calculation
	Unless agreed in writing, early termination Fees include an aggregate lump sum payment of all remaining Base Charges which would have been owed by Customer for the remaining Term. 
Early termination Fee per affected Product = Monthly Base Charge per Product multiplied by remaining months of Term.
Early termination Fees equal an aggregate lump sum payment of all remaining Base Charges which would have been payable by Customer for the remaining Term from the date of termination:
Early termination Fee per affected Device = Monthly Base Charge per Device multiplied by remaining months of Term. 
N.B. Remaining months may include a partial month as applicable.



	Billing Model
	Base + Supplies

	Billing Model Description
	Customer will pay Fees per Device equal to a fixed monthly base payment (the "Base Charge") plus a variable monthly payment (“Actual Charge”) equal to the total number of Consumables shipped within a billing period and then multiplied by the then current charge for each Consumable as set forth above and within applicable Change Orders. In the event a Device is moved from one location to another during a given invoicing period, all applicable charges for that Device will apply to the location in which the Device resides at the end of the billing period. Maintenance Kits and Maintenance Parts are included in the Base Payment. In addition, and as applicable, Customer may be billed Start-up and recurring Service Fees as they may be defined in the Pricing Tables above.

	Early Termination Fees & calculation
	Unless agreed in writing, early termination Fees include an aggregate lump sum payment of all remaining Base Charges which would have been owed by Customer for the remaining Term. (Early termination Fee per affected Product = Monthly Base Charge per Product multiplied by remaining months of Term.) 
Early termination Fees equal an aggregate lump sum payment of all remaining Base Charges which would have been payable by Customer for the remaining Term from the date of termination:
Early termination Fee per affected Device = Monthly Base Charge per Device multiplied by remaining months of Term. 
N.B. Remaining months may include a partial month as applicable.


 
	Billing Model
	Cost per Page with Minimums

	Billing Model Description
	Customer is invoiced a Fee per Device (“Device Charge”), equal to the number of print outputs (“Clicks”) per Device multiplied by the cost per print output (“Click Charge”) per Device, as set forth in this Appendix A and in applicable Change Orders. In the event the Committed Monthly Print Volume for a given Device has not been reached, Customer will be invoiced a Device Charge based upon a number of monthly Clicks equal to the Committed Monthly Print Volume. For color Devices, the Committed Monthly Print Volume per Device is further delineated and the number of committed mono and color Clicks are determined by the percentage page split specified in table B above. Customer may not carry over the unused portion of the Committed Monthly Print Volume per Device to any other month or Device. In addition, and as applicable, Customer may be billed Start-up and recurring Service Fees as they may be defined in the Pricing Tables above. 

	Early Termination Fees & calculation
	Early termination Fees include an aggregate lump sum payment of all remaining Fees based on committed page volume as found in this Appendix A, which would have been payable by Customer for the remaining Term from the effective date of termination. 
Early termination Fee per affected product = Click Charge multiplied by Committed monthly print volume per affected product and then multiplied by remaining months of Term. 
In the event Customer replaces a terminated Device(s) with other eligible Customer Provided Device(s) within thirty (30) days prior to the next billing cycle and HP invoice date, Customer will not have to pay Early Termination Fees for the terminated Device.



	Billing Model
	Base + Click with Minimums

	Billing Model Description  
	The Customer will pay a fixed monthly fee (“Monthly Flat Fee”) for a specified Device equal to a fixed monthly payment for the specified print volume and services as set forth in the Pricing Table and applicable Change Orders.
The Monthly Flat Fee will be payable throughout the Device Term and covers payment for:
· The Device usage, for HP-provided Devices;
· Support Services at the service level nominated in the Fleet Table herein; and
· Printing Supplies.
In addition, and as applicable, Customer may be billed Start-up and recurring Service Fees as they may be defined in the Pricing Tables above.

	Pricing Assumptions

	The pricing set out in the Pricing table is based on the monthly and annual print volumes shown in Services Statement.

	Overage clicks
	At the end of each billing period, HP reserve the right to conduct a review in the Monthly print volume. If volume exceed usage as described in Services Statement, HP will charge the applicable Overage Click Charge indicated in Pricing Table for the excess pages.

	Early Termination Fees & calculation
	Unless otherwise agreed in writing, Early Termination Fees are equal to an aggregate lump sum payment of all remaining fixed Fees, excluding services not yet performed, which would have been owed by Customer for the remaining Term. 
Early termination Fee per affected Product = Monthly Flat Fee per Product multiplied by remaining months of Term.



	Billing Model
	Annual Flat Rate Fee 

	Billing Model Description  
	The Customer will pay a fixed annual fee (“Annual Base Fee”) for a specified Device equal to a fixed annual payment for the specified parts and labor (no supplies) as set forth in the Pricing Table and applicable Change Orders.
The Annual Base Fee will be payable throughout the Device Term and covers payment for:
· Support Services (Parts and labor only) at the service level nominated in the Fleet Table herein; and
· No Printing Supplies included.
In addition, and as applicable, Customer may be billed Start-up and recurring Service Fees as they may be defined in the Pricing Tables above.

	Pricing Assumptions

	The pricing set out in the Pricing table is based on the annual volumes shown in Services Statement.

	Early Termination Fees & calculation
	Unless otherwise agreed in writing, Early Termination Fees might be applicable and are equal to an aggregate lump sum payment of all remaining fixed Fees, excluding services not yet performed, which would have been owed by Customer for the remaining Term. (Early termination Fee per affected Product = Annual Flat Fee per Product multiplied by remaining Term.)



2.4. Page Format Reference for Click Charges[bookmark: L_SP_Billing_Solutions_Instr_Start]Click counts will be provided to HP by DCA. A4 and Letter size prints will be charged at the rate of one (1) click per impression. A3 size prints will be charged at the rate of two (2) clicks per impression. All other page sizes will be charged at the conversion rate as reported by the Device. A duplex page will be charged as two (2) impressions regardless of whether ink or toner is used on both sides of the page, unless all of the following conditions are met: 
(i) the duplex printing capability is supported and enabled for use in a Device;
(ii) Customer applies firmware updates (when required) to support duplex impression counts at Device level. If all of these conditions are met, HP, to the best of its technical ability, will count only the printed sides of a sheet as reported by the Device. 
[bookmark: _Hlk516647640_0]If all of these conditions are met, HP, to the best of its technical ability, will count only the printed sides of a sheet as reported by the Device. 
[bookmark: L_SP_Billing_Solutions_End][bookmark: L_SP_Billing_Format_OJE_Instr_Start]The number of pages which are printed and tracked by the Software Solution may not match the number of pages indicated on Customer’s invoices. This discrepancy can occur in the Customer’s environment because the Customer’s environment may have a number of applications, computer platforms, devices and locations which will not spool outputs through the Software. While some printed pages cannot be tracked by the Software, all page impressions are tracked and invoiced through DCA.  
For prints/copies on PageWide Devices and OfficeJet Enterprise, Accent Color pages (impressions with color content less than 90K color pixels i.e., 0.5 square inches) will be charged as Mono pages, General Office Color pages will be charged as Color pages and other Color pages will be charged as Color Professional pages, unless otherwise specifically stated herein. In case the Click Charge per Color Professional Page is not specified, all color pages will be charged at the Click Charge per Color Page.  	
[bookmark: L_SP_Billing_Format_Instr2_Start]For print/copies on PageWide XL and  DesignJet Devices, the media usage data will be converted into multiples of Letter size equivalent = 8.5 x 11 = (0.0603 square meters) and charged to the nearest full letter size equivalent. Low Density pages (i.e., pages with ink coverage below 20%) will be charged as monochrome pages and high-density pages (i.e., pages with ink coverage equal or above 20%) will be charged as color pages.
Device Fees are based on ink coverage density of 20% or less for low density pages (mono Click), and above 20% on ink coverage density for high density pages (color Click). HP may periodically audit ink coverage usage for abnormal levels of consumption throughout the applicable Device Term and upon notice to Customer, make an appropriate percentage change to the Click Charges on a forward-looking basis. 
For print/copies on PageWide Pro, PageWide Enterprise and A3 PageWide Devices, the media usage data will be converted into multiples of A4 pages equivalent (0.0625 square meters) and charged to the nearest full A4 equivalent. Mono Line pages on standard media without color usage (pages with total pixel coverage below 10%) will be charged as Mono pages, Color Line pages on standard media with color usage (pages with total pixel coverage below 10 % and color pixel coverage above 1 %) will be charged as Color pages, and Low to High density Image pages on standard media (pages with total pixel coverage equal or above 10%) as well as Premium Quality Images on premium media will be charged as Color Professional pages.
3. Additional Services Related (though not in scope of this SOW)  The following services are examples of those which may be subject to a one-time only charge which will be communicated prior to the provision of that service on a per case basis. Charges will be based on HP’s now current rates (unless reference prices have been indicated below or have been agreed in writing to the contrary) and will be invoiced in accordance with section ‘6.6 Additional Services’ guidelines. 
Support Fees for issues attended on-site which were found to be non HW fault related, for example:
· HW connections connected to base device
· Broken through external influences; over utilization or user breakage
· Dirt of device (including glass cleaning)
· Issues caused by Fax, Installation, cold reset, partial clean
· Paper Jams (whether simple or complex)
· Water damage
· No fault found at time of on-site attendance 
· Other: Configuration, cables, network
 
In addition: 
· Failed visits due to (Customer end user or other appropriate contact) in-availability
· Unnecessary on-site attendance due to incorrect detail being providing at time of call logging/during remote diagnosis attempts.  Or, because end user/Customer is unwilling to support remote diagnosis/fix attempts

Other additional one-time services, for example:
· Move of devices on/between sites
· Deinstallation Services
· Storage
· Replacement of damaged, lost, or stolen devices 
· Resources provided outside of the agreed contract deliverables (such as Consultancy or Out of Hours support etc.)  
The following services are subject to a one-time only charge as indicated in the table below.  Charges will be invoiced in accordance with section 3 Additional Services guidelines. 

	Location
	Service Category
	Service Description
	Service Fee
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[bookmark: _Toc130564421][bookmark: _Hlk129964831][bookmark: _Toc341709202][bookmark: _Toc341107655][bookmark: _Toc345937613][bookmark: _Toc340150950][bookmark: _Toc384046951][bookmark: _Toc341107833][bookmark: _Toc432855994]Appendix B—MPS Services Descriptions
[A Services Descriptions to be determined and mutually agreed by the parties and included in this Appendix.]

1. Delivery Service Management 
Scope/Description of Service
Following Deployment Management Services, HP will provide a point of contact, Client Success Manager for the continuous and proactive coordination, measurement and management of the delivery and performance of MPS as included in the Appendix “A” Services and Pricing Statement. Service management also includes HP consultation and recommendations to assist Customer in maintaining and enhancing the benefits of their managed IPE, throughout the Term of this SOW. More specifically, HP will provide the following services remotely, except as otherwise specified herein:
HP Responsibilities
Operations Control
· Coordinate with Customer regarding install, availability and use of HP Tools necessary to HP performance of MPS.
· Provide timely, proactive and relevant communication against reported incidents including Hardware Device break/fix incidents, Supplies incidents and applicable Software incidents.
· Create, manage and track through execution all HP issued Change Orders. 
· Report Customer adherence and variances to mutually agreed-upon processes, procedures, and schedule.
· Provide detailed reports pertaining to invoicing, as needed.
· Manage and track the agreed-upon service levels.
· Manage the entire lifecycle of HP-Provided Devices and HP-Provided Software solutions, including tracking and alerting Customer to Customer-required installations of applicable software updates and required upgrades.




[image: HeaderLogo]Customer Name: [Customer Name]
Contract Number: [Contract Number]
CSSA/UCI: [CSSAUCI]    Opportunity ID: [OppID]

[bookmark: B_Intro_FRA_End][bookmark: B_Intro_HWInstall_Start][bookmark: B_Intro_Training_End][bookmark: B_Intro_Solutions_End][bookmark: B_Intro_MV_End][bookmark: B_Intro_Sol_Serv_SW_Install_Start][bookmark: B_Intro_Training_Start][bookmark: B_Intro_Sol_Services_Start][bookmark: B_Intro_Manage_Inov_Start][bookmark: B_Intro_Solutions_Start][bookmark: B_Intro_instr1_Start][bookmark: B_Intro_MV_Start][bookmark: B_Intro_Autonomy_End][bookmark: B_Intro_instr2_Start][bookmark: B_Intro_Safecom_Start][bookmark: B_Intro_Plan_Pro_Start][bookmark: B_Intro_instr2_End][bookmark: B_Intro_Depl_mgmt_End][bookmark: B_Obs_Ana_Start][bookmark: B_Intro_Deploy_Trans_Start][bookmark: B_Intro_WJA_Start][bookmark: B_Intro_Portal_End][bookmark: B_Intro_ObsAna_Start][bookmark: B_Intro_DCA_Start][bookmark: B_Intro_OSA_Start][bookmark: B_Intro_IMAC_End][bookmark: B_Intro_MOC_End][bookmark: B_Intro_OSA_End][bookmark: B_Intro_Sol_Services_End][bookmark: B_Intro_instr1_End][bookmark: B_Intro_HPAC_Start][bookmark: B_DD_instr1_Start][bookmark: B_Plan_Prop_Start][bookmark: B_DD_End][bookmark: B_DD_Start][bookmark: B_EPA_End][bookmark: B_CFA_Start][bookmark: B_HW_SW_Proc_End][bookmark: B_FRA_Start][bookmark: B_ARS_End][bookmark: B_DM_Start][bookmark: B_Depl_Trans_End][bookmark: B_DCA_Instr_1_Start][bookmark: B_DCA_DeJ_Instr1_End][bookmark: B_DCA_DeJ_End][bookmark: B_DCA_HP_Server_Instr1_Start][bookmark: B_DCA_HP_VM_Instr1_Start][bookmark: B_DCA_HP_VM_Instr1_End][bookmark: B_DCA_HP_SW_Start][bookmark: B_DCA_HP_VM_End][bookmark: B_DCA_HP_SW_Instr1_End][bookmark: B_DCA_HP_SW_End][bookmark: B_DCA_HP_Server_Instr1_End][bookmark: B_DCA_HP_VM_Start][bookmark: B_DCA_HP_Server_End][bookmark: B_DCA_HP_SW_Instr1_Start][bookmark: B_DCA_Cust_Server_Start][bookmark: B_DCA_Cust_1_Instr1_End][bookmark: B_DCA_Cust_SW_Instr1_End][bookmark: B_DCA_Cust_SW_Start][bookmark: B_DCA_Cust_VM_End][bookmark: B_DCA_Cust_Server_Instr1_End][bookmark: B_DCA_Cust_1_Instr1_Start][bookmark: B_ADM_Start][bookmark: B_DCA_End][bookmark: B_HW_Install_End][bookmark: B_DM_DD_Start][bookmark: B_HW_Install_RM_Instr_Start][bookmark: B_DM_RD_Instr1_Start][bookmark: B_HW_Install_Impl_Deinstall_Instr_Start][bookmark: B_HW_Install_Tag_Instr_Start][bookmark: B_Training_Start][bookmark: B_HW_Install_Scope_DispoPack_Start][bookmark: B_HW_Install_Tag_Instr_End][bookmark: B_DM_OSD_Instr1_Start][bookmark: B_HW_Install_RM_Start][bookmark: B_HW_Install_Scope_DispoPack_Instr_Start][bookmark: B_MOC_End][bookmark: B_HW_Install_Impl_Deinstall_End][bookmark: B_HW_Install_RM_End][bookmark: B_HW_Install_Tag_End][bookmark: B_HW_Install_Impl_Deinstall_Start][bookmark: B_DM_Pilot_Instr1_Start][bookmark: B_HW_Install_Scope_DispoPack_Instr_End][bookmark: B_DM_End][bookmark: B_HW_Install_Scope_DispoPack_End][bookmark: B_MOC_Start][bookmark: B_HW_Install_Tag_Start][bookmark: B_DM_Pilot_Instr1_End][bookmark: B_HW_Install_Start][bookmark: B_HW_Install_Impl_Deinstall_Instr_End][bookmark: B_DM_DD_End][bookmark: B_Training_End][bookmark: B_Man_Inno_Start][bookmark: B_CFA_End][bookmark: B_ARS_Start][bookmark: B_Phone_Start][bookmark: B_Man_Inno_End][bookmark: B_Portal_Start][bookmark: B_Phone_End][bookmark: B_TS_RMgmt_Instr1_Start][bookmark: B_TS_RMgmt_Instr1_End][bookmark: B_TS_RMgmt_End][bookmark: B_Supplies_Start][bookmark: BSW_Start][bookmark: B_TS_End][bookmark: B_WJA_Premium_End][bookmark: B_Supplies_Instr1_Start][bookmark: B_Supplies_Instr1_End][bookmark: B_Supplies_Order_S900_Start][bookmark: B_Supplies_Scope_Canon_Start][bookmark: B_Supplies_Scope_Canon_Instr1_Start][bookmark: B_Supplies_Scope_Canon_Instr1_End][bookmark: B_Supplies_MKReplac_Instr1_Start][bookmark: B_Supplies_MKReplac_Instr1_End][bookmark: B_Supplies_MKCanon_Instr1_Start][bookmark: B_Supplies_MKCanon_Instr1_End][bookmark: B_Supplies_Take_Back_Instr_Start][bookmark: B_Supplies_CO_MK_Start][bookmark: B_Supplies_CO_MK_Instr_Start][bookmark: B_Supplies_CO_MK_Instr_End][bookmark: B_Supplies_CO_ASM_Start][bookmark: B_Supplies_CO_MK_End][bookmark: B_Supplies_CO_ASM_Instr_Start][bookmark: B_Supplies_CO_ASM_Instr_End][bookmark: B_Supplies_CO_Telecom_Instr_End][bookmark: B_Supplies_End][bookmark: B_IMAC_Start][bookmark: B_ADM_Finance_Ana_Instr1_Start][bookmark: B_ADM_Rev_Core_End][bookmark: B_ADM_Rev_HT_Instr1_End][bookmark: B_ADM_SLA_Start][bookmark: B_ADM_Biz_Col_End][bookmark: B_ADM_Finance_Ana_Start][bookmark: B_ADM_SLA_Instr1_Start][bookmark: B_ADM_Finance_NoAna_End][bookmark: B_ADM_Biz_Col_Start][bookmark: B_ADM_Rev_Core_Instr1_Start][bookmark: B_ADM_Rev_Core_Start][bookmark: B_ADM_Rev_Instr1_End][bookmark: B_ADM_Finance_NoAna_Instr1_Start][bookmark: B_ADM_Global_Instr1_Start][bookmark: B_ADM_Rev_Core_Instr1_End][bookmark: B_ADM_Rev_HT_Start][bookmark: B_ADM_Rev_HT_End][bookmark: B_ADM_Finance_NoAna_Instr1_End][bookmark: B_ADM_Rev_HT_Instr1_Start][bookmark: B_ADM_3P_End][bookmark: B_ADM_Rev_Instr1_Start][bookmark: B_ADM_Global_Start][bookmark: B_ADM_Global_End][bookmark: B_ADM_SLA_Eval_Instr1_Start][bookmark: B_ADM_3P_Start][bookmark: B_Portal_S900_Start][bookmark: B_Portal_End][bookmark: B_DCA_Start][bookmark: _Toc479194731][bookmark: B_MV_Start][bookmark: B_IMAC_End][bookmark: B_OSA_Start][bookmark: B_MV_CO_ASM_Instr_End][bookmark: B_MV_End][bookmark: B_MV_CO_ASM_End][bookmark: B_HPAC_Start][bookmark: BSW_End][bookmark: B_HPAC_NBDrepl_End][bookmark: B_HPAC_End][bookmark: BSW_HPCR_Start][bookmark: BSW_HPCR_End][bookmark: BSW_EmbbedCapture_Start][bookmark: BSW_ePrint_End][bookmark: BSW_Autonomy_Start][bookmark: B_Safecom_End][bookmark: BSW_Equitrac_Start][bookmark: BSW_Omtool_Start][bookmark: BSW_Troy_End][bookmark: BSW_SecureJet_Start][bookmark: BSW_Pharos_End][bookmark: B_WJA_Premium_Start][bookmark: B_OSA_End]
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[To be determined and mutually agreed by the parties and included in this Appendix.]
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